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ABSTRAK 

 
 

Pada era globalisasi saat ini, perubahan pada sektor ekonomi perlu 

ditingkatkan demi kelangsungan sebuah perusahaan, termasuk pada sektor 

industry makanan dan minuman. Industry ini berkembang pesat khususnya di 

wilayah Indonesia, karena kontribusinya terhadap perekonomian dan penyerapan 

tenaga kerja. Banyak restoran di Indonesia yang memanfaatkan kebudayaan 

sebagai bagian untuk menarik pelanggan, dan tiga diantaranya yang sudah 

memiliki cabang di berbagai wilayah di Indonesia yaitu Warung Apung 

Rahmawati, Bebek Tepi Sawah, dan Gubug Mang Engking. Restoran ini 

mengusung konsep tradisional alam serta memasukan keaslian budaya pada 

masyarakat melalui sajian menu makanan nusantara yang bervariasi dan 

menciptakan suasana restoran sedemikian rupa untuk memberikan kesan kuno dan 

kental dengan kultur masyakarat lokal. 

Penelitian ini memiliki tujuan untuk menganalisis bagaimana Food 

Quality, Restaurant Atmosphere terhadap Customer Loyalty melalui Emotions. 

Penelitian ini diharapkan dapat memberikan manfaat dalam menambah 

pengetahuan dalam bidang manajemen, terutama seberapa besar pengaruh yang 

dimiliki Emotions dalam meningkatkan Customer Loyalty yang kemudian akan 

meningkatkan penjualan di restoran berkonsep tradisional di Surabaya. 

Metode yang digunakan dalam penelitian ini adalah metode kuantitatif 

dengan pengolahan data mempergunakan program software SEM-Lisrel. Data 

kuesioner yang digunakan sebanyak 150 responden dengan kriteria berusia diatas 

17 tahun, berdomisili di Surabaya dan pernah melakukan pembelian dine-in pada 

restoran konsep tradisional di Surabaya dalam 1 bulan terakhir. 

Hasil dari penelitian ini menunjukan bahwa food quality berpengaruh 

signifikan terhadap emotions, restaurant atmosphere berpengaruh signifikan 

terhadap emotions, emotions berpengaruh signifikan terhadap customer loyalty, 

food quality berpengaruh signifikan terhadap customer loyalty melalui emotions, 

dan restaurant atmosphere berpengaruh signifikan terhadap customer loyalty 

melalui emotions. 

 

 

 

Kata Kunci: Food Quality, Restaurant Atmosphere, Emotions, Customer Loyalty 
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ABSTRACT 

 
 

THE INFLUENCE OF FOOD QUALITY AND RESTAURANT 

ATMOSPHERE ON CUSTOMER LOYALTY THROUGH EMOTIONS IN 

TRADITIONAL CONCEPT RESTAURANTS IN SURABAYA 

 

In the current age of globalization, changes in the economic sector need 

to be improved for a company, including those in the food and beverage 

industries. The industry is growing especially in the region of Indonesia, 

because of its contributions to the economy and the absorption of labor. Many 

Indonesian restaurants use culture as a part of attracting customers, and three of 

those who already have branches in the regions of Indonesia, namely Warung 

Apung Rahmawati, Bebek Tepi Sawah, and Gubug Mang Engking. The 

restaurant carries the traditional concept of nature and added cultural 

authenticity to people through serving a varied menu of Indonesian food and 

reating a restaurant atmosphere in such a way as to give the impression of being 

ancient and thick with the culture of the local community. 

 

This research has a purpose to analyze how Food Quality and Restaurant 

Atmosphere affect Customer Loyalty through Emotions. The study is expected 

to provide the advantage in adding to knowledge in management, especially 

how much influence the power possessed in enhancing customer loyalty will 

then increase sales at traditional traditional restaurants in surabaya. 

 

The method used in this research is a quantitative method that data 

processing uses SEM-LISREL software programs. A questionnaire's file used 

were 150 respondents with age over 17 years, living in surabaya and had made 

dine-in purchases at traditional concept restaurants in Surabaya in the last 1 

month. 

 

The results of this study indicate that food quality has a significant effect 

on emotions, restaurant atmosphere has a significant effect on emotions, 

emotions have a significant effect on customer loyalty, food quality has a 

significant effect on customer loyalty through emotions, and restaurant 

atmosphere has a significant effect on customer loyalty through emotions. 

 

 

Keywords: Food Quality, Restaurant Atmosphere, Emotions, Customer Loyalty 
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